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BUILDING ON SUCCESS 2019

Rules of Flow: Work-in-Process (WIP)

Randy Cox, University of Utah Medical Group
Staci Ghneim, State of Utah

BUILDING ON SUCCESS 2019

HUMAN SERVICES

1. MESSAGE: Do the right thing for clients/customers 

2. TOOLS

• WIP Board (TAB, DATA, MAP)

• < 15-Minute Priority Planning Meetings (Scrum, Huddle, Stand-Ups, Rounds)

• MIT’s Little’s Law (Duration x Incoming/Throughput Rate = WIP)

3. INCORPORATE & REINFORCE

• 6 Other Rules of Flow (Triage, Full Kit, Synchronizing, Standard Work, 

Mistake-Proofing, FITT)

• Ways to Work Smarter (One-and-Done, Single-Tasking, Blue Light, Buffer, 

Queuing, Right-Size Batching)
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MANAGEMENT

BUILDING ON SUCCESS 2019

LICENSING-RELATED INVESTIGATIONS
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ADULT/CHILD PROTECTION INVESTIGATIONS 
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TRANSITION TO DISABILITY SERVICES
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LICENSURE ISSUANCE & RENEWAL

BUILDING ON SUCCESS 2019

FAMILY SERVICES: IN-HOME & FOSTER CARE



10/3/2019

5

BUILDING ON SUCCESS 2019

PROJECTS

BUILDING ON SUCCESS 2019

POSITIVE BENEFITS

1. EMPLOYEES

• Reduced workload/caseload burden

• Teams better supported and more fairly accountable

• Celebrate progress and success—improved productivity and performance

2. MANAGERS

• Capacity generated to absorb growth and improve quality 

• Time optimized by proactive support, prioritization, and management

• Can quickly train new employees, facilitate telework, and cover/reassign work

3. CUSTOMER/CLIENTS: Timeliness, consistency, and quality of experience and 

outcomes
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Rules of Flow: Work in Process (WIP)
Control the Flow.  Stay in the know.  Let’s Go!

Randy Cox, University of Utah Medical Group
https://www.linkedin.com/in/randy-cox-ms-pmp-pmi-acp-csm

Staci Ghneim, State of Utah
staci@utah.gov


